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ABSTRAK 
ANTESEDEN KEPUASAN TERHADAP LOYALITAS PELANGGAN 
(Studi Pelanggan KaliMilk di Surakarta) 
 
Hilda Nasti Gusma 
F1212037 
 
Tujuan penelitian ini adalah untuk mengetahui pengaruh harga, kualitas produk, 
kualitas layanan, suasana, dan kepuasan pelanggan terhadap loyalitas pelanggan KaliMilk 
di Surakarta. 
Populasi dalam penelitian ini adalah individu yang pernah mengunjungi dan 
membeli produk  KaliMilk di Solo dan berniat untuk loyal.  Sampel sebanyak 160 
responden yang diambil secara purposive sampling. Teknik pengumpulan data 
menggunakan kuesioner. Pengujian hipotesis menggunakan alat analisis Generalized 
Structured Component Analysis (GSCA). 
Hasil penelitian menyimpulkan bahwa (1) harga tidak berpengaruh pada 
kepuasan pelanggan (2) kualitas produk berpengaruh signifikan pada kepuasan pelanggan 
(3) kualitas layanan berpengaruh signifikan pada kepuasan pelanggan (4) suasana 
berpengaruh signifikan pada kepuasan pelanggan (5) kepuasan pelanggan berpengaruh 
signifikan pada loyalitas pelanggan. 
Penelitian ini dapat digunakan sebagai acuan bagi para praktisi dalam mengambil 
langkah-langkah keputusan untuk menentukan strategi pemasaran guna meningkatkan 
kualitas, kepuasan konsumen, serta membentuk loyalitas pelanggan KaliMilk. 
 
Kata Kunci : Harga, Kualitas Produk, Kualitas Layanan, Suasana, Kepuasan Pelanggan, 
Loyalitas Pelanggan. 
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ABSTRACT 
 
ANTECEDENTS OF SATISFACTION ON CUSTOMER LOYALTY 
(Customer Study KaliMilk in Surakarta) 
 
 
Hilda Nasti Gusma 
F1212037 
 
 
 The purpose of this study was to determine the effect of price, quality products, 
quality service, environment, and customer satisfaction on customer loyalty KaliMilk in 
Surakarta. 
 The population in this study were individuals who had visited and buy products 
KaliMilk in Solo and intend to loyal. A sample of 160 respondents were taken by 
purposive sampling. The technique of collecting data using questionnaires. Hypothesis 
testing using analytical tools Generalized Structured Component Analysis (GSCA). 
 The study concluded that (1) the price has no effect on customer satisfaction (2) 
the quality of the products have a significant effect on customer satisfaction (3) 
significant effect of service quality on customer satisfaction (4) significant environment 
effect on customer satisfaction (5) customer satisfaction have a significant effect on 
customer loyalty. 
 This study can be used as a reference for practitioners in the decision to take steps 
to determine marketing strategies in order to improve quality, customer satisfaction, and 
establish customer loyalty KaliMilk. 
 
Keywords: Price, Product Quality, Service Quality, Environment, Customer Satisfaction, 
Customer Loyalty. 
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